LOS ftWGELES DEPARTMENT 



BRIAN L, CUMMINQS 

FIRE CHIEF 



June 25, 2012 



TO: 
FROM: 



Fire Chief, THROUGH CHANNELS 

Daniel R. McCarthy, Commander 
Metropolitan Fire Communications 



SUBJECT: NEXT GENERATION PSAP STAFFING PLAN -COVER LETTER 



SUMMAR Y 

tlt^HAn e H HeXt G * ners ? ion PSAP V^kgroup-' was formed to address operational 
annZJT 40 - h ° ur h wor k wfk staffing plan. The workgroup's detailed report is 

20?f^l S a h aCh T Q n ! A k The 0rigina, COme ^ P ,an was approved on January 5, 
fmniL atta , chmen * B) - , The °"9inal goal of this modified work schedule was to 
improve overall operational efficiency while reducing overtime costs. 



RECOMMENDATIONS 



It is recommended that: 

1 • V!12Z^ ng S'fu — be considered until ^e current Fire Station Alerting 
bystem (FSA) and the current Computer Assisted Dispatch System (CAD) can 

be replaced and tested. ; 

2. The ERO meet and negotiate with UFLAC prior to any further work on this 
starring plan. 

3 - SStchS* NetW ° rk Staffing System be de ^'0Ped to accommodate the 

4. The workgroup be reconvened to develop a "transition plan" from the current 24 
hour schedule to the Next Generation PSAP Staffing Plan. 

5. The attached report titled "NEXT GENERATION PSAP STAFFING PLAN" be 
approved pending completion of recommendations 1, 2, 3, and 4. 



lOMPANY/STATIOWUWT COMMANDER 



BUREAU COMMANDER 



BATE 



CMS BATTALION CAPTAIN 



DATS BATTALION COMMANDER 



OATi DIVISION COBMAMOa 



EMERGENCY OPERATIONS COMMANDER 



OATi ADMINISTRATIVE OPERATIONS COMMANDER 



DATE 
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FINDINGS 

The Los Angeles Fire Department's Metropolitan Fire Communications Center is one of 
the busiest 9-1-1 call centers in the nation. It is also the highest rated dispatch center 
for answering and processing 9-1-1 emergency calls in the state. Currently, 78 sworn 
LAFD Firefighter/Dispatchers are assigned to Metro and handle the duties and 
responsibilities of both a call-taker and resource controller. There are 26 dispatchers 
assigned to each of the 26 watches on each 24-hour period. 

The new 40-hour week staffing model documented in this report is based upon a 4/10 
work schedule requiring 77 sworn members per week and 44 members per 24-hour 
period to cover the call-taker and resource controller positions that are necessary to 
manage both the anticipated 9-1-1 calls and minimum radio communications. With this 
plan, the number of Resource Controllers on the dispatch floor is unchanged from the 
standard three consoles; Metro Fire, Metro Rescue, and Valley Fire/Rescue. Phone 
answering positions are increased during most hours of the day. 

These 44 members start times will be staggered at the change of shift to accommodate 
required training, line-ups, wellness, and other routine duties. The overlap allows for a 
surge capacity of additional dispatchers during certain periods of the day if high incident 
or increased call-load activity is experienced. It also improves telephone coverage and 
provides for potential hold over periods. This new schedule raises the member's 
percentage of time working on the dispatch floor from the platoon duty amount of about 
45% to 75%. These additional hours equate to an increase in staffing over the previous 
schedule on the dispatch floor during normal operations while eliminating 13 hours per 
workweek in overtime costs (FLSA) per each dispatcher as compared to the current 
platoon duty schedule. 

The normal "average" 9-1-1 call activity can be closely predicted through the review of 
past historical data. However, it is not possible to predict short activity spikes. These 
increases in call loads are often of short duration and are a result of a spontaneous 
event or incident. The result of not having enough staff on the dispatch floor to answer 
these emergency calls is excessive wait times, delayed emergency response and 
abandoned calls. Simply recalling additional off-watch staff to the dispatch floor during 
these short duration activity spikes is not always effective. By the time off-watch 
members are recalled and logged into their consoles, the activity spike often subsides. 

The most effective way to manage short duration activity spikes is to increase the 
number of call-takers on the dispatch floor at all times of the day (24-hour period) With 
the new staffing plan and watch schedules, an evaluation of the communication center's 
telephone data for the past year determined the average calls normally received 
throughout the day. This data was broken down into 30-minute increments with the 
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nS trTh ° f cal, - ta k ke f s ( needed determined to effectively manage the 
ncommg calls This new schedule provides an increase in staff hours as compared to 

htStiT* P,at0 ° n dUty Wat * SChedu,a The resu,t wi "> be an «ncwaied abiWy to 
handle these increases in call activity. 

Longer duration activity spikes most often occur as a result of a large spontaneous 
incident or event. Increased activity as a result of a known event such as a public 
demonstration or weather conditions (i.e. wind, heat, cold, or rain) can often be planned 
for m advance. Unplanned spontaneous incidents, events, or dispatch equipment 
failures cause a significant increased work load for MFC is the most challenging 
situation It is caused by an unexpected large scale event (such as a terrorist incident 
multiple long term incidents [i.e. brush], a significant earthquake), or a major MFC 
SSIlrt * While the n ? W St3ffing P,an ' s confi 9^«on creates shift overlaps to 
TnTn^J t0 ,n °: eaSe dlSpatch floor staff durin 9 t^es of increased activity, it 

ttl^ 7 1° r 3 rap ' d response of 26 dis Patch/call takers needed to operate in the 
rndnuai mooe. 

hZfcltTTA 8 li • 201 ? , k h6 / d f ? ! he Metr °P° litan Fire D^patch Center went live, we 
have called all 26 dispatcher/call takers to the floor 22 times. The majority of these 

Systems'" 6 C3USed ^ failUre ° f the CAD ' Fiber Conductivity, or Fire Station Alerting 
CONCLUSION 

The final 40-hour workweek staffing plan outlined in this report will be successful if we 
prov.de a reliable CAD and Fire Station Alerting Systems for our 9-11 operators 
Implementing the attached plan prior to providing both a reliable CAD and Fire Station 
Alerting system would be a tragedy to those we are sworn to protect. 




Daniel R. McCarthy, Commander 
Metropolitan Fire Communications 
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3LOS ANGELES DEPARTMENT 



BRIAN L, CUMMINGS 



May 30, 2012 



TO: 



Daniel McCarthy, Commander, Metro Fire Communications 



FROM: 



Michael L. Rhodes, Battalion Chief 

Next Generation PSAP Workgroup (Chairman) 



SUBJECT: NEXT GENERATION PSAP STAFFING PLAN 



SUMMARY 

The Metropolitan Fire Communications (MFC) Battalion Commanders completed a 
40-hour workweek staffing schedule subject, "40-Hour Workweek Staffing Plan" 
dated December 14, 201 1 , that was approved by the Fire Chief. The report 
contained a number of items that required further research and development in order 
to bring completion to the plan. A workgroup, "Next Generation PSAP Workgroup" 
was recently approved by the Department to address these remaining items with the 
primary goal of providing a finished product readied for implementation. 



RECOMMENDATION 

It is recommend that: 

• The new staffing plan be approved as detailed in this report 



DISCUSSION _ 

The Los Angeles Fire Department's Metropolitan Fire Communications center is one 
of the busiest 9-1-1 call centers in the nation. It is also the highest rated dispatch 
center for answering and processing 9-1-1 emergency calls in the state. Currently, 
78 sworn LAFD firefighter/dispatchers are assigned to MFC and work a platoon duty 
schedule 
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handling the duties and responsibilities of both a calf-taker and resource controller 
fhere are 26 dispatchers assigned to each of the 26 watches in each 24-hour period. 

MFC is unlike most dispatch centers in the world: It is not only a 9-1-1 telephone call 
center - it is a "Command and Control" component providing intelligence gatherinq and 
management of emergency incidents and resource coverage throughout the city. 

The new 40-hour week staffing model as described in this report is based upon a 4/1 
work schedule concept that requires a total assignment of 77 sworn personnel There 
are 44 firefighter/dispatchers on duty each 24-hour period covering both the call-taker 
and resource controller positions which are necessary to manage the anticipated 9-1-1 
call workload and necessary radio communications. With this model, the number of 
resource controllers working the dispatch floor at any given time remains the same 
The required 3 resource controllers manage Metro Fire, Metro Rescue, and Valley' 
Fire/Rescue dispatch consoles. The phone answering positions are modestly increased 
throughout the day, decreasing the workload for each dispatcher during normal 
operations. 

There are 5 work "shifts" in each 24-hour period which have varied start and end times 
in order to accommodate the required training, continuing education, line-ups, wellness 
and to provide a surge capacity for recalling additional members to the dispatch floor ' 
This surge capacity" of personnel will assist dispatch floor operations during larqe or 
mult, incidents and increased call-load activity. However, the maximum surge capability 
is decreased during most time periods of the day. 

The new schedule raises the percentage of time each dispatcher actually works on the 
dispatch floor from the platoon duty level of about 45% to 75%. The schedule also 
eliminates 13 hours (per workweek) in overtime costs (FLSA) for each dispatcher 
However, it is important to note that the surge capacity for the new schedule is 
significantly less overall as compared to the current platoon duty schedule. 

Dispatcher Surge Capacity 

Currently the platoon duty staffing model allows for immediate increase of staffing on 
the dispatch floor at any time within a 24-hour period. The staffing on the dispatch floor 
can be maintained at a maximum of 26 dispatchers in the event of a large incident 
increased 9-1-1 call activity, or a malfunction of the Computer Assisted Dispatch (CAD) 
me new staffing plan has varied surge capacities dependent on the time of day For 
example; there are 4.5 hours during the daytime in which the number of available 
dispatchers match or exceed the current platoon duty schedule. However, during ail 

f^ m l S ln the 24 " hour time frame, the total available dispatchers vary between 10 
and 22. During normal workload levels (no recall), there is a moderate call-taker 
increase working the dispatch floor which decreases the workload for each dispatcher 



Daniel R. McCarthy, Commander MFC 
May 30, 2012 
Page 3 

MFC CAD and Operating System 

The current CAD and operating system has had a long history of unexpected issues 
requiring city-wide "radio watch", "manual mode" operation, and on rare occasions "area 
command" of resources. During these times it is a challenge to maintain 9-1-1 call 
management efficiency and field resource situational status. Long call wait times or 
"dropping" 9-1-1 calls and/or losing resource status poses a high risk to both public and 
firefighter safety. 

The following bulleted items show the basic structure of the new staffing plan; 

Requires a total of 77 authorized dispatcher positions 
44 members are required for each 24-hour period 
Each dispatcher is assigned to four 10.5-hour shifts per workweek 
There are 5 shifts in each 24-hour period: 

o Shift 1 AM (Goldenrod) - 0200 - 1230 hours (12 members) 
o Shift 2 Days (Red) - 0630 - 1700 hours (10 members) 
o Shift 3 Mid Days (Yellow) - 0930 - 2000 hours (6 members) 
o Shift 4 Swing (Blue) -1100-2130 hours (3 members) 
o Shift 5 Nights (Green) - 1530- 0200 hours (1 3 members) 
Each shift provides a member with 1.5 hours for training/wellness 

• Each shift provides for two 1 5 minute breaks 

• A thirty-minute unpaid meal break is included 

• Members are scheduled for 8 hours of floor time out of each 1 0-hour paid shift 

• The MFC nutritionist has not been incorporated in this plan. Members will be 
responsible for their own meals 

The normal "average" 9-1-1 call activity can be closely predicted through the review of 
past historical data. However, it is not possible to predict the relatively short activity 
spikes which occur throughout the day. These increases in call loads are often of short 
duration and are a result of a spontaneous event or incident. The result of not having 
enough staff on the dispatch floor to answer these emergency calls is excessive wait 
times, delayed emergency response, and abandoned calls. Simply recalling additional 
off-watch staff to the dispatch floor during these spikes is not always effective By the 
time off-watch members are recalled and logged into their consoles, the activity spike 
often subsides. ' H 



The most effective way to manage short duration activity spikes is to increase the 
number of call-takers on the dispatch floor at all times of the day (24-hour period) An 
evaluation of the communication center's telephone data for the past year determined 
the average calls normally received throughout the day. This data was broken down 
into 30-minute increments with the appropriate number of call-takers needed 
determined to effectively manage the incoming calls. This new schedule provides an 
increase in staff hours as compared to the current platoon duty watch schedule The 
result will be an increased ability to handle these short increases in call activity ' 
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Longer duration activity spikes most often occur as a result of a large spontaneous 
incident or event, increased activity as a result of a known event such as a public 
demonstration or weather conditions (i.e. wind, heat, cold, or rain) can often be planned 

for in advance. Unplanned spontaneous incidents or events, which cause a significant 
increased work load for MFC is the most challenging situation. It is caused by an 
unexpected large scale event (such as a terrorist incident, multiple long term incidents 
[i.e. brush], a significant earthquake), or a major MFC equipment failure. While the new 
staffing plan's configuration creates shift overlaps to allow the flexibility to increase 
dispatch floor staff during times of increased activity, it is these relatively rare 
occurrences that hold-over and recall procedures would need to be implemented as 
approved by the Fire Chief or Deputy Department Commander (DDC). 

This new plan maintains a "constant staffing" model. In order to ensure all vacancies 
are filled, the following hiring guidelines in addition to the Department's approved hirinq 
procedures have been developed: 



Timekeeping procedures for firefighter/dispatchers working at MFC 

Special restrictions governing overtime scheduling 

Special restrictions governing exchange of time (F-360) 

Hiring procedures for the filling of vacancies including: SOD, assign hiring, 

recall, and detailing field members to fill vacancies 

Vacation selection process specific to the new MFC staffing model 

Network Staffing (NSS) enhancements to manage hiring and timekeeping 

EMT recertification for MFC members 

Banking of Overtime (OS) 



FINDINGS 

The following topics are detailed in this report: 

• Floor Captains 
. • Time Keeping 

• Work Conditions 

• Dispatch Floor Rules 



Floor Captains 

The nine floor captains assigned to MFC will remain on a platoon duty schedule Each 
floor captain will be responsible for the personal management of 8-9 dispatchers which 
will include completion of performance evaluations, Quality Improvement (Ql) training 
and remedial, timekeeping and other administrative responsibilities. 
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The floor captains' watch schedules will remain the same. Dispatchers will be assigned 
to an administrative floor captain as they are currently (under the platoon duty 
schedule). Floor captains currently have sufficient supervisory knowledge of their 
subordinates including performance level and past history. 

Time Keeping 

Work Hours 

The new staffing schedule is a 4/10 configuration consisting of 5 shifts within each 24- 
hour period. Each shift is actually 10.5 hours to accommodate a 30 minute non-paid 
meal time. Shift start and end times are as follows: 

Exchange of Time (F-360) 

Exchange of time between members will not be allowed. 

Holid ays 

Holidays will be converted to hours. Each holiday is calculated at 8 hours and each 
member is entitled to 14 holidays for a total of: 8 x 14 = 1 12 holiday hours per year. 
Each 10.5 hour shift is compensated at 10 hours. 1 12 hours + 10 hours per shift =11.2 
holiday shifts per year. To balance the holidays throughout the calendar year each 
member will be scheduled one holiday shift per month for 1 1 months of the year. Up to 
3 positions will be scheduled each calendar day with the exception of: New Years Day, 
Memorial Day, Fourth of July, Labor Day, Thanksgiving, Christmas Eve, Christmas Day, 
and New Years Eve. The member may select which month not to be scheduled for a 
holiday. The remaining .2 hours will be paid in cash or time. 

Assign Hire Procedures 

Assign hiring a member to fill a vacancy will be limited due to the minimum mandatory 
rest period requirements. Supervisors shall obtain a list of all available members 
through NSS and proceed by lowest assign hire number. A certified member assigned 
to the field signed up for voluntary SOD may be hired to alleviate the assign hire. 
Members holding the rank of firefighter will be considered first. If no firefighters are 
available, certified out of rank members may then be hired. 

Detailing Members 

In the event a member cannot be assign hired for a vacancy, a dispatcher qualified 
member assigned to the field may be dftjilid into the position. The detailed member 
may then be hired behind by the station in which the member was working. Detailing 
field members to MFC shall be in accordance to established Department policies. 

Recall 

In the event a member cannot be assign hired or a certified member detailed from the 
field, supervisors shall "Recall" a dispatcher by following the Department's established 
recall procedures. Note: The members available for recall will be affected by the 
mandatory minimum rest requirements between working shifts. 
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Pool Placement 

When pool members are assigned to MFC, supervisors shall fill vacancies in 
accordance with the established Departmental hiring procedures. 



Work Conditions 
Shift/Position Selection 

Members assigned to MFC shall select their regular working shift and start day (start 
number) based on their seniority at assignment (MFC). Note: Prior assignment time at 
OCD/MFC does not count as commulative assignment time. 



Shift/Position Rotation 

The new staffing plan's 40-hour workweek schedule does not automatically rotate. 
Selection of shifts/start days shall be on a seniority basis and be completed by 
November 1 st of each calendar year. The new dispatcher roster shall be implemented 
effective the start of the first pay period in January of each calendar year. Yearly shift 
rotations may change a member's hours worked in a 7-day pay period depending on the 
new shift acquired. Adjustment of hours shall be in accordance to established 
Department procedures. 

Reporting to Duty , , 

Members shall report promptly to the dispatch floor in proper uniform and sign in on the 
floor captains' duty roster or other approved accountability system which may be in 
place. Members shall conform to the established approved uniform guidelines. Upon 
completing their shift, members shall sign out on the duty roster. 

Floor Captain's Duty Roster or Other Approved Sy stem 

The floor captain shall provide and manage a duty roster in which each member will be 
required to sign in and sign out during his or her shift. This includes required entries for 
1 5 minute breaks and the 30 minute meal time. 



Relief 

Members reporting to duty shall immediately log in to their assigned dispatch console. 
Member's will either relieve an off-going member, or report to a particular un-staffed 
console, depending on their assignment. The off-going member is responsible for 
leaving their console in a clean and operable condition. 

Trading Watches 

Trading a watch with another member is not allowed. For example: Members are 
assigned to watches within a particular shift. The watches vary due to different meal and 
training/wellness times with the shift. 



Members shall remain available for potential recall to the dispatch floor which may be 
due to high activity and/or technical issues. Members on their 1 .5 hour training/wellness 
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time block are considered available for recall to the dispatch floor. Members on their 15 
minute break or meal time will not be recalled. 

Out of Quarters 

Members shall adhere to the MFC approved Out of Quarters policy regarding this work 
schedule. 

Members may participate in Department approved exercise during their 90 minute block 
of Training/Wellness time when training and/or other official business does not occur. 
Required training, which includes, but is not limited to; line-ups, continuing education, 
remedial and training drills, take precedence over all wellness activities. Members shall 
also be immediately available for potential recall to the dispatch floor during the 90- 
minute Training/Wellness time block. 

Meals/Breaks 

Members have a 30- minute meal break that is considered unpaid time (not hours 
worked). Members shall use their meal time as indicated on their shift schedule. 
Members are allowed two 15-minute breaks that may be taken at a time approved by 
the floor captain. Floor captains shall give approval for breaks based on the availability 
of dispatchers and current floor activity. 

Vacation Selection 

Members shall select their vacation days in accordance to the Department's established 
vacation selection procedures as to minimize hiring difficulties throughout the calendar 

year. 

Locker Room/Dorms 

Members shall have a locker assigned to them. Members may use the dorms for resting 
purposes between working shifts with the approval of the on-duty floor captain. 

Fire Station 4/Facilitv & Kitchen . . , . 

Members shall follow the approved MOU and all other established rules in place at the 

time. 

Hiring Procedures 

NSS has to be modified to accommodate the new work schedule for proficient 
timekeeping and reports. The 6-hour restriction must be built into the system providing 
accurate member availability to fill vacancies and to process trades. Hiring procedures 
should mirror as close as possible to the Department's established rules and policies. 



This plan will require a "transition plan" for implementation due primarily to timekeeping 
changes. 
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CONCLUSION 

The final 40-hour workweek staffing plan and recommendations contained in this report 
is a result of the Next Generation PSAP Workgroup's efforts to provide a completed 
staffing model that satisfies all the operational needs of our Metro Fire Communications 
dispatch center. The plan still requires modifications to Network Staffing followed by an 
approved "implementation plan." 




File: OCD Admin/Project 40/NGPSAP Workgroup Final Plan 
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ATTACHMENT B 



BRIAN L. CUMMINGS 
?!R£ CHIEF 



December 14, 2011 



APPROVED 



TO: 
FROM: 



Fire Chief, THROUGH CHANNELS 
Daniel R. McCarthy, Assistant Chief, Open 




.ontrol Division 



SUBJECT: METRO FIRE COMMUNICATIONS (MFC) 
40-HOUR WEEK STAFFING PLAN 



SUMMARY 

The Operations Control Dispatch (OCD) Battalion Commanders were directed to 
conduct a study to develop a 40-hour week schedule for LAFD sworn 
Firefighter/Dispatchers. This goal of the plan was to improve overall operational 
efficiency while reducing overtime costs. 

RECOMMENDATIONS 

It is recommend that: 



1. 

2. 
3. 
4. 

5. 
6. 
7. 



8. 
9. 



The Planning Section develops the necessary hiring procedures for this new 
schedule with the intent to minimize overtime costs. 

M' s modify NSS to adopt these new hiring procedures developed by Planning 
I he ERO meet and negotiate with the concerned Labor Unions 

Accounting Services Section review all costs associate with a 40 hour work week 

to determine the actual anticipated cost savings. 

Review the Quality Improvement Unit for possible improvements 

Form a group to implement the Fire Cards. 

A workgroup be formed for the purpose of developing a practical and 

comprehensive plan for civilianizing some or all of the call-taker positions 

immediately after the implementation of the new 40 hour work week staffing plan 

Form a committee to initiate the replacement of the CAD ' 

The vacant position at DSSS that was created when Kathy Evansen retired be 
rilled. 



ym*m.-srAmmmcommmm sate j tmmmAuoHmprm Zm 



BATTALION COMHANDSR DATE 



sureau cmmmm 




DMSiON COKKAMXR OATS 



7"2~ - f^lf ft0BIMSTR * 7,VE 0f * ERAT «« CO**AKOIR OATE 



Fire Chief 
December 14, 2011 
Page 2 



FINDINGS 



The Los Angeles Fire Department's Communications Center is one of the busiest 9-1-1 
call centers in the nation, it is also the highest rated dispatch center for answering and 
processing 9-1-1 emergency calls in the state. Currently, 78 sworn LAFD 
Firefighter/Dispatchers are assigned to OCD and handle the duties and responsibilities 
°l b ° t 'l! ca,l " taker and resource controller. There are 26 dispatchers assigned to each 
of the 26 watches on each 24-hour period. 

The new 40-hour week staffing model documented in this report is based upon a 4/10 
work schedule requiring 77 sworn members per week and 44 members per 24-hour 
period to cover the call-taker and resource controller positions that are necessary to 
manage both the anticipated 9-1-1 calls and minimum radio communications With this 
plan the number of Resource Controllers on the dispatch floor is unchanged from the 
standard three consoles; Metro Fire, Metro Rescue, and Valley Fire/Rescue Phone 
answering positions are increased during most hours of the day. 

These 44 members start times will be staggered at the change of shift to accommodate 
required training, line-ups, wellness, and other routine duties. The overlap allows for a 
surge capacity of additional dispatchers during certain periods of the day if high incident 
or increased call-load activity is experienced. It also improves telephone coverage and 
provides for potential hold over periods. This new schedule raises the member's 

ToT?^ll° f ru e working on the dis P atch floor from *e platoon duty amount of about 
45 /o to 75 /o. These additional hours equate to an increase in staffing over the previous 
schedule on the dispatch floor during normal operations while eliminating 13 hours per 
workweek in overtime costs (FLSA) per each dispatcher as compared to the current 
platoon duty schedule. 

The following bulleted items show the basic structure of the new staffing plan: 

• Requires a total of 77 authorized dispatcher positions 

• 44 members are required for each 24-hour period 

• Each dispatcher is assigned four 1 0.5-hour shifts per workweek 

• There are 5 shifts in each 24-hour period: 

o Group 1 Days (Pink) - 0830 - 1700 hours (1 members) 
o Group 2 Mid Days (Yellow) - 0930 - 2000 hours (8 members) 
o Group 3 Swing (Blue) - 1 100 - 2130 hours (3 members) 
o Group 4 Nights (Green) - 1530 - 0200 hours (13 members) 
o Group 5 AM (Goldenrod) - 0200 - 1230 hours (12 members) 

• Each shift provides a member with 1.5 hours for training/wellness 

• Each shift provides for two 15 minute breaks 

• A thirty-minute unpaid meal break is included 

• Members are scheduled for 8 hours of floor time out of each 1 0.5 hour shift 

• The OCD cook has not been incorporated in this plan. Members will be 
responsible for their own meals 
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The normal "average" 9-1-1 call activity can be closely predicted through the review of 
past historical data. However, it is not possible to predict short activity spikes. These 
increases in call loads are often of short duration and are a result of a spontaneous 
event or incident. The result of not having enough staff on the dispatch floor to answer 
these emergency calls is excessive watt times, delayed emergency response, and 
abandoned calls. Simply recalling additional off-watch staff to the dispatch floor during 
these short duration activity spikes is not always effective. By the time off-watch 
members are recalled and logged into their consoles, the activity spike often subsides. 

The most effective way to manage short duration activity spikes is to increase the 
number of call-takers on the dispatch floor at all times of the day (24-hour period). With 
the new staffing plan and watch schedules, an evaluation of the communication center's 
telephone data for the past year determined the average calls normally received 
throughout the day. This data was broken down into 30-minute increments with the 
appropriate number of call-takers needed determined to effectively manage the 
incoming calls. This new schedule provides an increase in staff hours as compared to 
the current platoon duty watch schedule. The result will be an increased ability to 
handle these increases in call activity. 

Longer duration activity spikes most often occur as a result of a large spontaneous 
incident or event. Increased activity as a result of a known event such as a public 
demonstration or weather conditions (i.e. wind, heat, cold, or rain) can often be planned 
for in advance. Unplanned spontaneous incidents or events, which cause a significant 
increased work load for OCD is the most challenging situation. It is caused by an 
unexpected large scale event (such as a terrorist incident, multiple long term incidents 
[i.e. brush], a significant earthquake), or a major OCD equipment failure. While the new 
staffing plan's configuration creates shift overlaps to allow the flexibility to increase 
dispatch floor staff during times of increased activity, it is these relatively rare 
occurrences that hold-over and recall procedures would need to be implemented as 
approved by the Fire Chief or Deputy Department Commander (DDC). 

This new plan maintains a constant staffing concept. In order to ensure all vacancies 
are filled while minimizing overtime costs, the Planning Section and the ERO will need 
to develop and negotiate new overtime hiring procedures. Consideration should be 
given to the following: 

• Re-write the timekeeping procedures for members assigned to the MFC as it 
relates to the new administrative duty schedule. 

• Address any potential concerns relative to members working a 4/10 schedule 
but required to work night shifts and major holidays. 

• Review the current inconsistent bonus system to standardize. 

• Utilize risk management practices to determine maximum hours allowed to 
work, both continuous hours and within specific time periods. 

• Include placement of pool personnel to fill for EMT recertifi cation and other 
scheduled or planned vacancies. 
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• Develop policy and procedures for the filling of vacancies including: assign 
hiring, recall, and detailing field members to fill vacancies that cannot be filled 
voluntarily. 

• Develop a vacation selection process specific to the new MFC staffing model 
which spreads vacations throughout the year and limits the number of 
members off at any one time. 

• Program Network Staffing (NSS) to manage the approved timekeeping plan 

• Eliminate all Trades (F-360). 

• Eliminate all Banking of Overtime (OS). 

When vacancies at OCD are anticipated, members from the field with at least 4 years of 
experience are selected. A comprehensive computer skills test (CritiCall Dispatcher 
Screening Test) and an oral interview are administered with a maximum of 12 members 
selected to participate. A Floor Captain and several experienced dispatchers provide 
the classroom program. Upon completion of the classroom portion, the candidate works 
with a qualified preceptor on the dispatch floor for twenty 24-hour shifts. Once the 
firefighter/dispatcher candidate becomes qualified, they are assigned to OCD for a 
minimum of 3-years at their new assignment. 

Throughout the years, the attrition rates of firefighters assigned to OCD remains very 
low. With the very popular platoon duty schedule eliminated through the 
implementation of the 40-hour work schedule, recruiting sworn dispatchers may very 
well become more of a challenge for the Department. An increase in transfer requests 
back to the field from those currently assigned to OCD has already been noticed since 
the OCD B/C's were tasked with developing this new schedule. In addition, an increase 
in sick time use, family leave, and other absences may also occur. These problems 
could potentially degrade the dispatch center's ability to adequately staff the required 
watch positions which could result an increase in vacancies in a relatively short period 
of time. 

In the event it becomes difficult or unfeasible to maintain a sufficient number of sworn 
personnel, the Department will be required to look at staffing alternatives. Other 
dispatch centers are utilizing civilian call-takers. Civilianization of the MFC will likely be 
a very challenging and an expensive undertaking due primarily to high attrition rates and 
training costs inherent with other dispatch centers. Nationwide, dispatch centers with 
civilian staffing models experience critical staffing levels on a daily basis. Attrition rates 
during actual training averages 50% with attrition levels in maintaining certified 
dispatchers in the 40% range. National averages for salary and benefits are generally 
considered "excellent" however, the stress levels associated with 9-1-1 call-taking is 
very high as compared to other types of employment. 

Another notable challenge next to the high attrition rates is the training time required for 
certification as a LAFD call-taker. It is estimated that the time required will increase 
dramatically before certification as a dispatcher is accomplished. The current Computer 
Assisted Dispatch system (CAD) is primitive in design as compared to the more 
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efficient, user friendly CAD systems available on the market. The existing CAD is far 
behind in technological advances and will pose additional difficulties to a civilian staff. 

Currently the Department uses the Emergency Medical Dispatch System (EMD) for the 
management of medical calls. EMD is a scripted card system that walks the call 
processor through a series of questions based on the response received from the caller 
l he use of a scripted line of questioning has several advantages: 

• The system is continually reviewed, updated, and validated. 

• It provides added efficiency by keeping the call processor on track. 

• It provides more consistency in the way calls are processed. 

• It provides a proven method to measure the performance of the call-taker. 

• It ensures that the most appropriate resources are sent based on the information 
the caller provides. 

• ft provides scripted pre-arrival instructions. 

I he ^° A f recent version of the EMD system includes a computer automated version 
(Pro-QA), Pro-QA is integrated into CAD providing a searchable data base With the 
information collected in the Pro-QA data base, Quality Improvement personnel can 
more efficiently locate and review EMS related calls, conduct special studies identify 
various trends, and review staff performance and training needs. Priority Dispatch also 
offers a non-med.cal version of EMD. 'The Emergency Fire Dispatch" (EFD) system is 
fully integrated with the EMD system, provides a seamless line of caller interrogation 
and provides similar advantages when processing non-medical emergency calls. ' 

As with the EMD system, the EFD system has several elements that are required for 
successfully implementation and effective use. 

• Members have to be trained and certified in the use of the program 

' Memt > ers use of the Program needs to be monitored and reviewed to ensure 
compliance with established program standards. 

* Members " eed t0 Participate in an on-going continuing education program to 
improve efficiency and to maintain certification. 

ilSS^.S 8 ? artmenf 8 T ent norvEMS ca " Praising procedures, although some 
specific guidelines are in place, the dispatcher's knowledge gained from field 
experience plays an important role. There are over 100 non-medical incident types 

^fefntf i r T 1 * 9 tt diffiCult for even seasoned dispatchers to manage all these 
calls .n an effectively consistent manner. The implementation of an EFD system will 
result in improved call-taker performance. In the event MFC call-taker positions are 
cwlianized, having the EFD system on board and functioning is a must-have product 
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CONCLUSION 



Dispatching operations are a critical component of the service this Department provides 
The information entering the dispatch center and the process of dispatching appropriate 
resources has a direct bearing on the positive or negative outcome of an incident The 
proper handling by call-takers of Pre-Arrival Instructions can make the difference of life 
or death. Therefore, it is extremely important for the Department to properly plan before 
implementing any changes to the current staffing model. 

Understandably, costs have become a significant concern especially with the FLSA 
lawsuit and the difficult financial condition the City has encountered But it must be 
remembered that much of OCD's past success can be attributed to its sworn members 
and the vast experience brought with them from the field. Not only does this experience 
manrfest itself at OCD but members transferring back to the field or promoting out of 
* ' 7 S~ em valuab,e ski,ls and knowledge. Some of these members later 
return to OCD and serve as Floor Captains. In addition, the Fire Department has 
always been about taking care of its people, OCD has also provided injured members 
with a job who are classified as permanent and stationary. 

While this new plan may pose many challenges with the members and Labor Unions it 
does provide an improvement from the previous schedule for the Department and public 
on a daily basis. Where it has the potential to fall short is on those rare significant 
events that are unpredictable 



Daniel R. McCarthy, Assistant CI 
Operations Control Division 

Attachment 1: OCD Watch Schedule Version 1 includes 2(15) minutes breaks 
Attachment 2: OCD Watch Schedule Version 1 whole hour no breaks 
Attachment 3: 77 member, 5 shift schedule. 
Attachment 4: 4/10 Work Schedule to be reviewed 
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TO: Fire Chief, THROUGH CHANNELS 

FROM: Daniel R. McCarthy, Commander 
Metropolitan Fire Communications 

SUBJECT: NEXT GENERATION PSAP STAFFING PLAN 

5-40 SCHEDULE - MINIMUM STAFFING OPTION 



SUMMARY 



The Metropolitan Fire Communications (MFC) Battalion Commanders completed „ 

SSKffiT p ns dunn9 surges in incident actiVit * and in «™» c 

answer calls. Budgetary analysis and a cutover plan arenot includedln this report. 
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RECOMMENDATIONS 

It is recommend that: 



J** 5 '*° ^ ched + ule 7 Minimum Staffing Plan be considered for approval 

• The Department authorize 3 Captain II positions 

• A PSAP Manager position be implemented 

• ° ual ^ improvement be expanded to meet EMD standards 

• The Department authorize 3 civilian "Scheduling Staff" positions 

• tamtam da^y Maximum Staffing (25 dispatchers at all times) 

Prov.de 40,000 V-hours (at a cost of $2,303,200) to train additional dispatch staff 
DISCUSSION 

schedule handling the duties and responsiblties of both Teal tl^lnH ty 
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^fnwl 9 m0del ' u Q nUmber 0f ie^e_cMr^ working the dispatch floor at 
any g ven time rema.ns the same. TheTe^dTre^i controllers mar^MeEI 
Rib Metro Rescue and Valley Fire/Rescue dispatch consoles. HoS^T3lS£ 
P atoon dutv rSS? w ^ ln . crea ? ed throu 9 hou t day as compared to he cuTent 

P — °» ""OCT 

This staffing model consists of three 8-hour work shifts in each 24-hour operational 

A , s ™ n,i0n6d ' the " ew Schedule raises the Percentage of ^e each disca taher 
works on the d.spatch floor from the platoon duty level of about 45% to 75% The 

dispalche" 88 16 h ° UrS °' * ime and 3 ha ' f (FLSA) P er »°rkweek lor each 

Dispatcher Surge Cap acity 

onlhTdL^h fll° 0n ? Uty f ffing model a,lows for the immediate increase of staffing 
the dLtch ff t,me W,thin 3 24 - hour P eriod ^en needed. The staffing on 

he dispatch floor can be maintained at a maximum of 26 dispatchers in the even of a 
large , nci dent, increased 9-1-1 call activity, or during technical issues with CAD or o her 

S iTul^aTdT " W Staffin9 P ' an ' S diSPatCh6r SUr9e Capadty iS c — ble at 
MFC CAD and Op erat ing System 

The current CAD and operating system has had a long history of unexpected technic! 

ZZ i/h qU,r ' n9 ^ff " rad, '° Watch " and/or " manual mod ^ opSSZ^rilJSSS 
imes it becomes a challenge to maintain 9-1-1 call management efficiency and fieW 
resource situational status. Extended call wait times or "dropping" 9 1 1 calfs Eposes a 
high risk to bothpublic and firefighter safety. It is also difficiH ^^o mainta n resource 
status accountab.hty which can affect dispatch response times. 

Basic Model 

The following bulleted items show the basic design of the new staffing plan: 

• There are a total of 1 05 authorized dispatcher positions 

• 75 dispatchers work within each 24-hour operational period 

• 25 dispatchers works each 8.5-hour shift block 

• Full constant staffing or minimum staffing (as options) 

• Each dispatcher is assigned to five (5) 8.5 hour shifts per workweek 

• l here are 3 shifts in each 24-hour operational period- 

o Shift 1 AM (Red) - 2200 - 0630 hours 
o Shift 2 Days (Blue) - 0600 - 1430 hours 
o Shift 3 PM (Green) - 1400 - 2230 hours 
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• Each shift provides for two 1 5 minute breaks 

• A thirty-minute meal break is included (non-paid time) 

• One hour (per shift) is provided for training and wellness 

• Allows for a 30 minute "lineup" at start of each shift 

• Members are scheduled for 6.5 hours of floor time out of each 8-hour (paid) shift 
Surges in Dispatch Fl oor Activity 

The ^result of not having enough staff on the dispatch floor to answer these emeraenrv 
calls is excessive wa,t times, delayed emergency response and I abandoned calls 
Simply recallmg additional off-watch staff to the dispateh Ik^S^^^i 

™1T S > 'I" * 3,WayS effective - B y th e time off-watch members a?e recalled aSd 
logged into their consoles, the level of incoming calls often subsides 

n^^f! 6 W3y t0 mana 9 e snort duration spikes in activity is to increase the 
these calks. This new schedule provides an increase in call-taker staffina hoT.^ S 

demonstration or weather conditions (i.e. wind heat cold or i ™„ k , , 
in advance. Unplanned spontaneous incidents or even ^wLch cause 
increased work load for MFC is the most challenging slattan |, i^causeX an 

rm p C ~e S d ,hat PerS ° nnel h0 ' d - 0Ver 3nd reca » P-edure s 0r wou«n e e S e e d to of * 
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Pra ctical Consequences/Considerations 

Due to the plan's staffing model change, and an increase in personnel the followina 
items must be addressed prior to implementation: renewing 



Dispatch Supervisors (Captain II) 

PSAP Manager 

Quality Improvement Unit 

Permanent Dispatcher Training Cadre 

Continuing Education/Dispatcher Certification 

Timekeeping Procedures 

Shift Change Requests 

Days-Off Requests 

Vacation Selection 

New Network Staffing (NSS) 

EMT Recertification 

Holiday Code Schedule 

Banking of Holidays (OS) 

Trades (F-360) 

Overtime 

Daily Staffing Level Determination 



FINDINGS 

Work Sch edules/Time Keeping 
Work Hours 



The new staffing schedule is a 5/40 configuration consisting of three 8-hour shifts within 
each 24-hour operational period. Shift start and end times are as follows 



Shift 1 AM (Red) - 2200 - 0630 hours 
Shift 2 Days (Blue) - 0600 - 1430 hours 
Shift 3 PM (Green) - 1400 - 2230 hours 



Operational Period 



An operational period consists of 24 continuous hours. 
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Deployment Periods 

ptrpose^ W ° rk SCh6dU,eS ^ ° n 28 " day P eri °ds for time-keeping 

OPTION A (Fixed Dispatcher Schedule) 
Each shift is divided into seven rotations: 



Rotation 


Days Worked 


1 


Sunday - Thursday 




2 


Friday - Tuesday 




— JL, 


Wednesday - Sunday 


4 


Monday - Friday 


5 


Saturday - Wednesday 


6 


Thursday - Monday 


I 7 


Tuesday - Saturday 



Exchange of Timp - F_g«np 

Shjfttrades are per mitted under the following conditions- 

° 7^ltTptZT° Sha " be COnsummated withi " ^ch member's 

o Trades are for an entire shift - partial work shifts are not permitted 
o Trades are limited to two trades per workweek. P 

OPTION B (Flexible Dispatcher Schedule) 

Days off Request - Deployment Period 

M h ^. b c e h rs sh f be 9 |n their ^itial work shift start day as directed by supervisory staff 
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Exch ange of Time ( F-360) 

The exchange of time between members is not included in this option. 
Constant Staffing 

Currently, 26 dispatchers are on-duty and available for recall to the dispatch floor at am, 

nomhlrnl h^/k 1 COm P ,ement of ***** personnel is af£^X^^ 
number of dispatchers needed to manage dispatch operations in the eventofa CAD 

e^nt Ldent FcZ^E"* * h *~ ™* °^ 

Until such a time that the dispatch center's CAD system upgrade project is complete it 
is highly recommended that the Department maintain full dtopawS^w^^d 
^r^^. 3SSUre 3 minimUm 0f 25 d »s P on duty 

Minimum Staffing/Overtime Reduction 

With the future upgrade to a state-of-the-art CAD system it may be reasonable t» 

reT,on e hf affln9 m ° difications to the 9-1-1^11 worSds Mhough a 

reasonable surge capacity of dispatchers is critical in a day to day basis the need for n 
Wers (on-duty at a,l times) may be reduced considering a dependabte dfspatch 

With 105 authorized dispatcher positions (which will change over time due to future 
increases o 9-1 -1 call activity and other factors), the Deplrtmen may conswlf hiL 
overtime to fill routine vacancies due to VC, SK and other leave types only when the 

W^SSM i° h r | a m Ch P h artiCU ' ar SWft reaCh6S a P-cateulate^i" 
level, hor example. AM shift may have a minimum staffing level of 16 dispatchers Dav 

sh,ft may have 20, and P M shift may have 20, depending on analyst , of jSSSa^ 

s^L m o i lTr.H t !t ffin9m0 , del alSOa " OWS the Department to increase to maximum 

2 g n 5 t If fm L ned operat,onal P eriods d ue to anticipated weather conditions 
(brush, flood, heat) or during planned events (marathons, Mi^i^^^ 

Floor Captains/Dispatch Supervisors fCantam w« } 

L h ^!°° r Captains ass, '9 ned to MFC assume many responsibilities including dispatch 
JSS?!^;- ma " agement of Fire Department resources and equiprS So 
backing, noificat.ons dur.ng .ncidents, event planning, resource "move ups" to 

maximize crty-w.de coverage, personnel training, investigation of complainl various 
reports and many other administrative duties. Current*^ 
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effectively carry out all the duties and responsibilities they have acquired throuah th* 
sup" U ' t,mate,y tate th6m ^ fr ° m th6ir ^ ^ " *SS lor 9H 

Two of the responsibilities, for example, that have increased their workloads to 

unmanageabte levels are Quality Improvement (Ql) and event Sng ^ The Ql 
component is an important and required part of dispatcher training and performance 

V 6 memb f 8 SUpervisor for review - 'n cases where deficiencls are Znd 
remed.al tra.n.ng.s planned and implemented to improve performance The pie 

f h rnh me l ha ^ een increasin 9'y in ^'ved in supporting various panned events 
throughout he City working in Unified Command with LAPD and other aqencfes ThesP 
events requ.re MFC supervisory staff to assist with planning and ZnagTng |Tfd 
resources supporting these events. a ,u mdnd 9 in 9 

It is important to consider the addition of three Captain II Dispatch Suoervisnrs fnr 
providing proper "span of control" and to responsive* manage he rouZ and 

tSSS^^T °f K 6 d T tCh C6nter (see attached Posrt ^ n De^ption) With the 

addition of 27 dispatchers, the Floor Captains' workload will continue to expand due to 
operat.onaland staffing challenges along with a continuous dispa^ 
training and certification program. p candidate 

PSAP Manager (Sworn or Civilian) 

^nnrt^f ' n many Pub,ic safet V dis P atc h centers nationwide, a PSAP Manaqer is 

important to assure overall operational efficiency. The PSAP manaqer wS work 

hour workweek schedule and conduct the man/duties of the dispatch and rad o Jim 

is^ d s£s 8 ? and ; mp ,T ment affecting 

*l h tJL PSA r M f na 9 er descr.pt.on). With the increased supervisory workload alona 
w,th the recent reduction of experienced staff, the PSAP Manager vKatef 
component ,n assuring dispatch and communications pwfoml^^lX 

Dispatcher Training Cariro 

This fiscal year will require a dispatcher training class of 12 candidates to maintain th= 

foe the" th ° riZ H d S 'f " 9 3t MFC (testi "9 in P"9 ress ) ™ ^on o 2 ™i~rs 
to fill the required positions of the new staffing schedule will require a permanent 

eSed MFC ^ * ^ ™ ^ Ca^nTnd Lera, 
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Dispatcher training costs for a Firefighter III is approximately $60,000 This includes 
^ L L be H ind the , T en ! ber 3nd detailin9 a trainin 9 staff - DisJaUer certi fiSton 2S« 

S^K&T^ h t ^ ^° Ut 90% ' EaCh diSpatGhe " C,ass is "imited to 12 
cand.dates due to the number of training consoles in the MFC Training Room. 

Quality Improvement Unit 

The addition of 27 dispatchers will also require increased staffing within the Quality 
improvemen Umt to assure EMD standards are maintained for dispatchers partfcularly 
n the area of pre-amval instructions (PAPs) that is used to proyide for p£M 
OF re Department units arriving on-scene. Ql also prepares the continuing educaton 

EM ° « ™ ^ *** and % m To" 

Civilian Scheduling Staff 

Currently, the MFC Floor Captains manage the timekeeping entries and reports for 78 
dispatchers 9 Floor Captains, and 3 Battalion Chiefs. These duties along w* the 
increase in dispatchers, require the addition of 3 civilian staff to manage timekeemna 
and scheduling of dispatcher staffing. 9 timekeeping 

Holidays 

Nrt!tftltT« Ch Z S aSSign ? d !° MFC sha " be 9'Ven 14 holidays in a calendar year 
Note that a holiday (day) is calculated at 8 hours. Members shall be assigned a holiday 
code and may either take the day off, or work the holiday for cash or time (PB or OS) A 
40 -. h ° u h r workw eek shift is a fixed schedule and working days may fiS on any 
of he 7 days in the week (except Major Holidays). Since members must ulze coded 
holidays, the pnvilege of banking holiday hours give the member some teS in 

55SdSS C ° mpenSati0n ShaH be in accordance to Departmental poSs and 
S cheduled Overtime Duty (Voluntary son) 

IT llZZf Th fk V ° ,Untary S0D and wi " be hired based on the member's lowest 

TJ^-^S^ cont,nuous hours a member may work is «» con «-°- 

^Ztlt aSS !?u ed t0 MFC J may a,so S| 9" U P and work SOD in the field. Hiring of those 
members shall be ,n accordance to established Department hiring policies and w I be at 

TJtT P t ¥ rate - CUrr r % members assi 9 ned t0 MFC can "y be hired Mhe 
^°* Viae anassi9n hlre - H ^eyer, working in the field shall not interfere with the 

member s work-shift responsibility at MFC. 
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Work Numbers 



if is recommended that SOD "work numbers" be on an hour for hour basis, ie 8 hours 
= 8 work numbers, V-4 hours = 4 work numbers. The ability to work SOD s based on 
the member's lowest work number. 

Assign Hire Procedures 

wnS n H h r irinQ 3 me T b o t0 M 3 Vacancy wi " be Med due to the maximum hours 

T^TlTT^f , Su P e r /,S ° rS sha " obtain a list of a " mailable members through 

fill , P K? C f d b 1 l0west ass,gn hire number - A certified member assigned to the 

Sn Hi a "t able f ?r U T? S0D may be hired to alleviate the assign hire. Members 
holding the rank of firefighter will be considered first. 

Detailing Members 

hirl he ^fi n iH eXiStin K 9 d | S f atChe : vacancies cannot be ffed by voluntary SOD or assign 
hire, certified member(s) may be detailed from the field if available. 

Recall 

In the event a member cannot be assign hired or a certified member detailed from the 

3 di r tCher * fo ' ,0Wing the De P a rtmenfs estaSed 
r ! i? w Themembers ava,lable for r ^all will be limited due to the 
maximum hours worked requirement. 

Pool Placement 

When pool members are assigned to MFC, supervisors shall fill vacancies in 
accordance with the established Departmental hiring procedures. 

Work Conditions 
Shift/Position Setertinn 

Members assigned to MFC shall select their regular working shift based on their 
senionty at assignment (MFC). Note: Prior assignment time at OCD/MFC does not 

count as assignment time for this purpose. es ml 
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Shift/Position Rotation 

rlau^S h Ur H W ° rkWeek SChedule d0es not automatically rotate. Selection of shift 
requests shall be done on a seniority basis and be completed by every six (6) 
deployment periods beginning upon implementation of this plan or from time of 
ass ig nment transfer. Selection will also depend on the shifts available at the time. 

Reporting to Duty 

fnT^ff Shal ' r ?° rt prompt| y t0 the dis P atcn floor in proper uniform and sign in on the 
floor captains duty roster or other approved personnel accountability system in place 

the^ " d Uniform ^on comp.eting thlir shift, 

Floor Captain's Duty Ro ster or Other Approved Sy stem 

In!,S r fn a c Ptain Sha ll pr ° Vide a , nd mana 9 e a dutv ^ster in which each member will be 
required to sign in and sign out during his or her shift. This includes the member's 
required meal time. 

Relief 

Following Line-up, members will either relieve an off-going member, or report to a 
particular un-staffed console, depending on their assignment and/or supervisor 
instruction^ The off-going member is responsible for leaving their console in a clean 
and operable condition. 

Line-ups 

Normally, at the start of each shift, members shall attend a lineup presented by a 
supervisor covering fire department related business and dispatch operations Lineups 
will normally be limited to 30 minutes. Lineups 

Training 

Required training, which includes, but is not limited to, continuing education remedial 
and training drills, will include members on their training and wellness time block and 
when necessary, rotating members off the dispatch floor in a manner prescribed by ' 
supervisory staff. Members participating in scheduled training will also be immediately 
avajab te for potential recall to the dispatch floor in the event of increased 9-1-1 calls 
incident activity, or a technical difficulty effecting dispatch operations 
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Wellness 

xnn^^lP Which ™ training is scheduled, members shall participate in Department 

Members sha " a,so be immediate,y a * ai,abte for - 

Meals/Breaks 

Members shall use their meal time as indicated on their watch schedule Members are 
also allowed two 15-minute breaks that may be taken at a time approved bytheir 
supervisor. Supervisors shall give approval for breaks based on the availability of 
dispatchers and current floor activity. 

Floor Recall 

Members shall remain available for potential recall to the dispatch floor at any time 
which may be due to high activity and/or technical issues. Members on their meal break 
time will not be recalled during that time. DreaK 

Out of Quarters 

Members shall adhere to established rules when leaving and returning to quarters. 
Trading Watches 

Trading a watch with another member is not allowed. For example' Members are 

s :^:iT m 3 particular shift The wa,ches ^ *» ,o ™» 

Vacation Selection 

Members shall select their vacation days in accordance to the Department's established 
vacaton selection procedures as it relates to this new staffing plan T^e purpose is to 
m.nimize hiring difficulties throughout the calendar year. P P 6 ' S t0 

Locker Room/Dorms 

Members shall have a locker assigned to them. Members may use the dorms for 
resting purposes between working shifts with the approval of the on-duty floor captain. 

Fire Station 4/Facilitv & Kitchen 

MOmlfH f °i 0W th ! appr ° Ved LAFD/LAp D/EMD Memorandum of Understanding 
(MOU) and any other established rules that may be in place. 
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CONCLUSION 



This staffing model is a 40-hour workweek utilizing a maximum of 25 dispatchers on 
duty at all times. The Department has the option of using a "full constant staffing" or 
minimum staffing model. In any case, the Department authorities must always 
consider the potential risks when determining the number of dispatcher's on-duty each 

Budgetary costs to support this staffing model's initial startup and longer term operation 
must be analyzed with the assistance of the Department's Accounting Services Section 
and/or other authority. In addition, Network Staffing (NSS) must be modified to 
accommodate this new work schedule for the required timekeeping and reports of MFC 
personnel. If approved for implementation, this plan will require a comprehensive 
transition plan due to the major staffing and timekeeping changes 



Daniel R. McCarthy, Commander 
Metropolitan Fire Communications 

Attachment 

File: OCD Admin/Project 40/Workgroup/Next Generation PSAP 5-40 Minimum Staffing Plan REVISED Jul 



